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	Evaluation
Respond to each question 

	
Section 1 – Usability

(75 words maximum for each answer)

	Question 1a - How quickly and easily does the website load? 


	Answer: The website loads quite fast and it’s very easy to access. The reason why I think that is because I have observed it and used it myself.


	Question 1b - Does the website contain many sub-pages? How does a prospective customer navigate these? 


	Answer: The website contains sub-pages but not too many which is not confusing and they are very clear to follow for example if you ‘view the menu’ you will click on that and have a look at the menu the restaurant provides, another example can be ‘contact us’ once you click that useful information’s comes up about the hotel like phone number, email address etc. According to Simon “The real work happens on your subpages—those deeper layers of your website like product pages, service pages, and FAQs. These pages do the heavy lifting, giving users the information they need to make a decision.


	Question 1c - Can a customer make a booking via the webpage? 
 

	Answer: Yes the customer can make a booking via the website, it is very simple just input the dates you want to book then press on the ‘book with us’ the website will take you to choose a room that suits you, once you are happy and want to continue with the booking you will be asked to provide your personal details to complete the booking. If there are no availability within the dates that suits you, good thing about this website is that it provides a wait list where you can add your details and be notified if it becomes available.


	Question 1d - What improvements could be made to the usability of the website?


	Answer: The improvements could be made to make the booking button stand out for example add colour contrast. Another example can be to add Google Maps for easy navigation to the pub and hotel as well as enhancing mobile navigation, so it is easier for the customers to get there.


	Section 2 – Pleasure – Customer Experience

(75 words maximum for each answer)

	Question 2a – How pleasant does the webpage look?  Are there any differences in appearance on a mobile phone versus a computer? 


	Answer: The website looks quite pleasant it has bright and refreshing colours it also contains eye catching pictures. The difference between mobile versus computer is that the layout its quite different on the mobile other than that it contains the same information as the computer version, I believe this is due to the mobile screen being smaller.


	Question 2b -  How does the website use imagery, video and colour? 


	Answer: The website imaginary has a warm colour it matches with the colours of walls and wooden flooring, I think it is very pleasant to look at and it creates stylish environment. This aligns with Sam Gardner’s ideas on website imagery. As an expert in graphic and website design, Sam states that “If they are used effectively, your business can gain a lot more traffic and therefore conversions, whether that be making sales or gaining enquiries”. (2025). The website itself doesn’t contain any videos, but it has got rich and vibrant images, and it stands out with providing pictures of the garden as well as stylish interior and many more. The website use imagery to attract customers by showing the design of the hotel as well as the food they serve, by looking at the website overall it provides a welcoming atmosphere.


	Question 2c – Has the website made use of an online chat tool on the website? How effective is this to enquire about the product or service? 
 

	Answer : The High Field Edgbaston website does not have online chat tool like chatbox or chatbot. This can limit interaction with customers for example if a customer wants to find out more information about the hotel or anything to do with booking, events or room availability. This aligns with James’s ideas on his website. “Having a live chat on your website can offer immediate insights into your products, services, or other key information which isn’t readily available on your website. If a user has a question or an issue, they6 can get in touch at the click of a button – many users could find this more convenient than listening to what feels like endless hold music on the end of phone.


	Question 2d – How effective are the social media links on the website?


	Answer: The High Field Edgbaston’s website contains social media links such as Facebook and Instagram. After checking out their social media myself it came to my attention that on their Facebook website it has around 7.2k like and on Instagram about 6.1k followers which is a good thing as it attracts customers. The social links on their websites are effective as it contains information about the hotel as well as very good pictures. Overall, their social media builds credibility, giving potential customers recent images, event recaps, and community feedback. This aligns with Jay Kongs information on his website. “At the most basic level, adding social media links on your website helps you grow your followers. that aside, you’ll also be able to achieve other goals and objectives by featuring your social media accounts on your website.

	
Section 3 – Perceived Value

(75 words maximum for each answer)

	Question 3a -  How are the services offered by the company made clear to customers?


	Answer: The High Field Edgbaston website has done a great job offering their services to customers. They have a very clear menu as well as dedicated icons for each service. It has good visual aids as well as their imaginary. The websites top bar includes “Food & Drink” “Town House”, “Private Dinning”, “What’s On”. These bars navigate the customers quickly and easily if they want to find out more about their services. In general, I think the website has a very clear points and options for the customers. This aligns with Jay Kang information on his website. “At the most basic level, adding social media links on your 
website helps you grow your followers. that aside, you’ll also be able to achieve other goals and objectives by featuring your social media accounts on your website.


	Question 3b -  How are customer reviews made available? Are these up to date? 


	Answer: The High Field Edgbaston hotel does not have revives directly on the website. After searching I can confirm customers can leave reviews on other platforms such as TripAdvisor, OpenTable, Google etc. In general, the hotel has about 4.1 out of 5 starts. The reviews are also up to date. I can see that most of the comments made are positive like well presented and clean rooms. It also has some negative reviews such as the hotel was missing bathroom features. Overall, the hotel score and the reviews are pleasant.

.

	Question 3c – How is the service presented as high quality? For what reasons would you use the company’s service or recommend to a friend or family member? 


	Answer: The High Field Edgbaston presents its service as high quality through their warm atmosphere, design of the hotel and stylish environment. From photos it attracts by their elegance. Their customer service is also great as I did call to find out more information of the restaurant and the lady over the phone was very polite and helpful. I would use the company’s service as to me it seems like a very nice and relaxing place. I will also recommend to a friend and family member because by looking at their website and customer service it catches my eye, and I would really like to stay there and experience their service as well as experiencing their dinning because the photos of food and cocktails looks great! 


	Question 3d -   Are prices made clear to customers? If yes, do the prices reflect the quality of service shown? If no, why do you think the company has chosen not to include prices? 


	Answer: Yes, the prices are made very clear to the customer, for example their website features downloadable menu, it contains up to date prices of the food and the drinks. It also contains prices for the rooms you choose for your stay. The price in general reflects of the services they provide for example quality of the food, they source the ingredients locally and over it’s a very good quality of food. This has been confirmed by the guest and the reviews they left on TripAdvisor. The quality of the rooms and comfortable beds also reflect the prices.


	Section 4 – Searchability


	Question 4a - What three words would you type into Google to find this type of service? 
	1. Hotel in Birmingham

	
	2. Accommodation

	
	3. Place to stay

	Question 4b - When you type these words into google, does the company’s website appear in the top ten websites? 


	Answer:  After typing in my words in google unfortunately the company website does not appeal in the top ten websites.


	Section 5 – Reflection and conclusion

(120 words maximum for each answer)

	Question 5a - Do you feel that websites still have relevance in modern UK business? Explain your answer. 

	Answer:  Yes — the website itself from my opinion definitely has strong relevance in modern UK business, even in 2025. Whereas social media, apps, and marketplaces like Google or TripAdvisor are fundamental touchpoints, a committed site remains the centre to advanced establishment for most proficient businesses, particularly retail, hospitality, administrations, and occasions. I can also confirm that the design of the website is very moderns, and it uses photographs that are very colourful and refreshing which adds value to the website itself.


	Question 5b - If you were to make one recommendation about how to improve the website of your chosen company, what would it be? Why have you suggested this improvement? 


	Answer:  The High Field Edgbaston offers a high standard hospitality experience —from dining and boutique accommodation to event hosting. However, the website does not have an option to live chat which is a downside because it does not cover any of the live customer support that is now very popular and time saving, this helps the customers to book, amend or even ask questions without friction. This is something I would improve on the company’s website.
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